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SMS Patient Appointment Management 

We’re introducing a new way to help your practice reduce no-shows and keep patients engaged, 

SMS Patient Appointment Management. 

 

With this new feature, patients can confirm, cancel, or reschedule their appointments directly through 

text message, helping your staff save time and keep their schedule up to date. 

 

Each reminder also includes key details about patients’ upcoming appointments, such as the date, 

time, and location, making it simple for them to review and act right from their phone. 

 

Note: SMS notifications are available only to patients at this time. Caregivers do not receive SMS 

messages. 

 

Note: If a patient’s preferred language is set to Spanish, all appointment reminder messages and 

responses will be sent in Spanish. 

How patients opt in or out of SMS notifications 

Patients can manage their text message preferences from their My Account page in the patient 

portal. 

 

Under Enable SMS Notifications, patients can choose from existing phone numbers listed in the 

Demographics tab of their iKnowMed chart or manually enter a mobile number of their choice 

(callout 1). Then they can toggle the switch to turn on SMS notifications (callout 2) and 

Appointment Reminders (callout 3). 
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After opting in, they’ll receive an initial text message asking them to reply with START to begin 

receiving appointment-related messages. 

 

 
 

If a patient needs to resend the opt-in invitation, they can click Resend Invite on their My Account 

page (callout 4). The invitation text message will be sent again automatically. 
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Patients can also update the phone number used for reminders or turn text messaging off at any time. 

To stop receiving SMS reminders, patients can reply STOP to any text message. They can opt back 

in later by replying START via text or updating preferences in the patient portal. 

 

 

How practices opt patients in or out of SMS reminders 

Practices can help patients get started with SMS reminders from Support Tools > Patients. 

 

By default, patients must manually opt in to text messaging. However, Ontada Health offers an 

optional setting that allows practices to automatically opt in all patients for text messaging. To 

enable automatic patient opt-in, contact your Ontada Health Account Manager. 

 

To enable SMS notifications for a patient, go to Support Tools > Patients and choose a patient. 

Under SMS Notification Settings, choose from existing phone numbers shared from the patient’s 

Demographics tab (callout 1). Toggle the switches to turn on SMS notifications (callout 2) and 

Appointment Reminders (callout 3). 
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The patient will receive an initial text message prompting them to reply START to confirm 

participation. 

 

 
 

If your practice needs to resend the opt-in invitation, click Resend Invite on under SMS Notification 

Settings (callout 4) and the invitation text message will be sent again automatically. 
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Practices can also update the phone number used for reminders or turn text messaging off at any 

time in this area. If a patient opts out by replying STOP, they can opt back in via text or through the 

patient portal, or the practice can re-enable text messaging on their behalf. 

 

 

Appointment confirmation via SMS 

Patients who receive an SMS reminder can simply reply with ‘1’ to confirm. Once confirmed, the 

confirmation is automatically documented in the Appointment Response Report. No staff action is 

required. 
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Appointment reschedules via SMS 

If a patient cannot make an appointment, they can reply to the SMS reminder with ‘2’ to reschedule. 
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A rescheduling task is created in the General Queue so your staff can be alerted that they must 

contact the patient to arrange a new appointment. 

 

 
 

In the patient portal, the affected appointment is highlighted in red and marked as pending with the 

message: Your request to reschedule your appointment has been sent. Someone from the office will 

contact you soon. Once the task is completed, the pending status is automatically cleared. 
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Appointment cancellation via SMS 

If a patient cannot make an appointment, they can also reply to the SMS reminder with ‘3’ to cancel. 
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A cancellation task is created in the General Queue so your staff can be alerted that they must 

cancel the appointment. 
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In the patient portal, the affected appointment is highlighted in red and marked as pending with the 

message: Your request to cancel your appointment has been sent. Someone from the office will 

contact you soon. Once the task is completed, the pending status is automatically cleared. 

 

 

Track SMS engagement with reports 

Two new reports in iKnowMed > Admin > Reports can help your practice monitor patient 

engagement with and message delivery of SMS reminders: 

• Appointment Response Report: See how patients respond to SMS reminders (Confirmed, 

Canceled, Reschedule Requested, or No Response) by practice location. 

 
 

• Appointment Response Rate Report: Track delivery rates and opt-in/opt-out activity for 

appointment reminders across locations. 
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